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ABSTRACT  
The hospitality industry playing vital role in tourism industry world wide and its 
employees play an important role in tendering the service to the potential customers. 
This study examines the strategic roles of motivation factors among the Berjaya 
Georgetown Hotel employees. This study focus on why employees choose to work in 
Berjaya Georgetown Hotel and determine the most significant motivational factor for 
Berjaya Georgetown Hotel employees. Besides that, this study also identifies 
differences between genders in term of preference towards the motivational factors. 
Finally, study about the relationship between motivational factors towards 
employee’s motivation. The researcher uses nine independent variables to test the 
relationship towards the employee’s motivation. Thus, the data was gathered through 
distributed questionnaires answered by 70 employees from Berjaya Georgetown 
Hotel. Data was analysed using SPSS v.11 where frequency distribution used to 
analyse demographic variables and descriptive statistics used to analysed 
motivational factors. Regression analysis was used to test the relationship between 
the motivational factors towards employee’s motivation. The results revealed that the 
main reason employee chose to work in Berjaya Georgetown Hotel was based on 
‘salary’, ‘fringe benefit’ and ‘interesting job’. Research finding revealed that the 
most significant motivational factors were first ‘salary’, second ‘opportunities for 
advancement’ and third ‘fringe benefits’. Data revealed that the male employees in 
Berjaya Georgetown Hotel preferred ‘salary’ as first choice but the female 
employee’s preferred ‘working environment’ as their significant motivational factor. 
The findings also show that there was positive relationship between nine 
motivational factors towards the employee’s motivation.      
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CHAPTER 1 
INTRODUCTION 
1.1 Introduction  
This chapter forms an introductory part of the project and its give general overview 
of the entire research process. This study mainly discuss about the motivation level 
of the Berjaya Georgetown Hotel employees. This chapter discuss the background of 
the study, background of Berjaya Georgetown Hotel, the problem statement, research 
questions, research objectives, and significance of the study, scope and limitations of 
the study, definition of the terms and organization of the thesis.  
1.2 Background of the study  
The hospitality industry playing vital role in tourism industry world wide and its 
employees play an important role in tendering the service to the potential customers. 
The service sector has been a major player in the growth of the Malaysian economy. 
Malaysian hospitality industry is experiencing healthy escalation in hotel related 
services. In Malaysian Tourism Industry Forecast to 2012 report the Minister of 
Tourism Malaysia YB Dato Sri Dr Ng Yen Yen said tourism contributed nine 
percent to the country’s Gross Domestic Product in 2009 and generated RM 1 billion 
per week.  In Malaysia the hotel industry is a one of promising industry. The 
contribution of the hotel industry to the national economy is plentiful. According to 
Malaysian Association of Hotel, at this time there are approximately 180 4-stars and 
above hotels contributing to a total room supply of 54,175. The government assists to 
achieve greater development for many tourism related industries by implementing of 
The contents of 
the thesis is for 
internal user 
only 
79 
 
REFERENCES 
 
Oxford Advance Learner’s Dictionary (2000). Retrieved on March 2010, from 
   www.oxfordadvancedlearnersdictionary.com 
 
Malaysian Tourism Industry Forecast to 2012 report. RNCOS E-Services Private 
            Limited. Retrieved on Nov 2010, from www.researchandmarket.com  
                              
Background of Berjaya Georgetown Hotel (2011). Retrieved on March 2011,  
             from http://www.berjayahotel.com/penang/index.asp  
Laurus Nobilis (2008). What is the Employee Motivation? What factors are    
    motivating employees?. Retrieved on March 2011 from   
              http://www.biz-development.com/HumanResources  
                       
Malaysian Association of Hotels Workforce survey report (2008). Hotel statistic. 
   Retrieved on March 2011 from www.hotels.org.my/home.asp 
 
Society for Human Resources Management (2011). HR Terms. Retrieved on April  
  2011, from http://www.shrm.org/TemplatesTools/Glossaries/HRTerms   
 
Malaysian Association of Hotels. (2000). Hotel Industry Employment Report.MAH, 
     Malaysia 
 
Reiger, R. C. and Rees, R. T. (1993). Teachers and Motivation: a demographic study.  
  Education Spring, 113(3), 482-484 
 
Wong, S., Siu, V. and Tsang, N. (1999). The impact of demographic factors on Hong  
 Kong hotel employees’ choice of job-related motivators. International   
 Journal of Contemporary Hospitality Management, 11 (5), 230-241 
 
Yu, L. (1999). The International Hospitality Business. New York, NY: The Haworth  
 Hospitality Press 
 
Walker, J.R. and J.E. Miller, (2010). Supervision in the Hospitality Industry-Leading  
              Human Resources, New Jersey, John Wiley and Sons. 
 
Tella,A.Ayeni, C.O & Popoola , S.O (2007). Work motivation, Job satisfaction and   
  Organizational commitment of Library Personnel in Academic and Research 
  Libraries in Oyo Nigeria. 
  
Al-Alawi, D. A. I. (2005). Motivating Factors on Information Technology  
  Employees in Bahrain Hotel Industry. Volume V1(No. 2), pp 224-230. 
 
Bohlander, G., Snell, S. and Sherman, A. (2001). Managing Human Resources.  
    Cincinnati, OH: South-Western College Publishing 
 
80 
 
Berjaya Group Berhad (2010). Annual report retrieved date 25 April 2011 from     
  announcements.bursamalaysia.com/.../BGroup-CorpInfo-AuditCmt- 
              CorpStructure-FinancialHighlights.pdf 
 
 
Conrade, G., Wood, R. and Ninemeier, J. (1994). Training in the U.S. Lodging  
  Industry: Perception and Reality. Cornell Hotel and Restaurant  
  Administration Quarterly, 35 (10), 16-21 
 
Mill, R. C. (1988). Restaurant Management Customer, Operation, and Employees.  
     Upper Saddle River, NJ: Prentice Hall 
 
Mosley, D. C., Megginson, L. C. and Pietri, P. H. (2001). Supervisory Management.  
                 Cincinnati, OH: South-Western College Publishing 
 
Rutherford, D. G. (1990). Hotel Management and Operations. New York, NY: Van   
                 Nostrand Reinhold 
 
Lee-Ross, D. (1999). HRM in Tourism and Hospitality. New York, NY: British 
 Library Cataloguing- in- Publication Data 
 
Pattarinee Petcharak (2002). The assessment of motivation in the Saint Paul  
                 Employees.Master’s thesis, University of Wisconsin-Stout 
 
Thompson, J. K. (1991). Ten Steps to Improve Morale and Reduce Turnover.  
       Executive Housekeeping Today, 52 (2), 14 
 
Daschler, P. J. and Ninemeier, J. D. (1989). Supervision in the Hospitality Industry. 
                  East Lansing, MI: Educational Institute American Hotel & Motel   
                  Association 
 
Drummond, K. E. (1990). Human Resource Management for the Hospitality 
         Industry. New York, NY: Van Nostrand Reinhold 
 
Kovach, K. (1987). What Motivates Employees? Workers and Supervisors Give 
  Different Answers. Business Horizons. September/October, 58-65 
 
Powers, T. and Barrows, C. W. (1999). Introduction to Management in the  
                   Hospitality Industry. New York, NY: John Wiley and Sons, Inc 
 
Simons, T. and Enz, C. (1995). Motivating Hotel Employees. Cornell Hotel and  
        Restaurant Administration Quarterly, 36 (1), 20-27 
 
Siu, V., Tsang, N. and Wong, S. (1997). What Motivates Hong Kong’s Hotel  
                  Employees? Cornell Hotel and Restaurant Administration Quarterly, 38  
                  (5), 44-49 
 
Reiger, R. C. and Rees, R. T. (1993). Teachers and Motivation: a demographic study. 
      Education Spring, 113 (3), 482-48 
81 
 
 
Wong, S., Siu, V. and Tsang, N. (1999). The impact of demographic factors on  
 Hong Kong hotel employees’ choice of job-related motivators.  
 International Journal of Contemporary Hospitality Management, 11 (5),   
 230-241 
 
Moorhead, G. and Griffin, W. (1999). Managing People and Organizations. (6th ed.).  
                 NY:Houghton Mifflin 
 
Vroom, V. H. (1995). Work and Motivation. San Francisco: Jossey-Bass Inc.,        
                  (Original work published 1964) 
 
 Deci, E.L., & Ryan, R.M. (2000). The "what" and "why" of goal pursuits: Human  
                 needs and the self-determination of behaviour. Psychological Inquiry, 11,  
                 227-268. 
 
 Charles, K. and Marshall, L. (1992). Motivational Preferences of Caribbean Hotel  
                 Workers: An Exploratory Study. International Journal of Contemporary 
                  Hospitality Management, 4 (3), 25-29 
 
Cheng, H. (1995). Assessing the Importance of Employee Motivation in the Hotel 
                  Industry in Taipei, Taiwan. 
 
Probst, T. M. (Eds). (2002).The impact of job insecurity on employee work    
 attitudes, job adaptation, and organizational withdrawal behaviors. New 
 Jersey:Lawrence Erlbaum Associates  
 
  
 
 
 
 
 
 
 
 
 
 
 
